
















quality	 from	 a	 long-term	 perspective.	 Fixes	 have	 been	 proposed	 to	 the	 lack	 of	 two-way	 communication	
between	 citizens	 and	 the	 government	 by	 inviting	 feedback	 from	 citizens	 through	 social	 media	 and	 other	
communication	 channels,	 however,	 a	 cohesive	 overarching	model	 that	 enables	 the	 engagement	 of	 citizens	
with	government	projects	has	yet	to	be	devised.	There	is	a	clear	need	for	a	model	that	can	be	applied	to	design	
official	systems	to	facilitate	consultation	between	the	government	and	the	public	and	to	invite	feedback	from	
key	 stakeholders	 throughout	each	 stage	of	 the	project	 lifecycle.	This	paper	proposes	a	 conceptual	model	 to	
facilitate	citizens	 in	monitoring	the	quality	of	public	services	and	the	progress	of	public	service	projects.	 It	 is	








technology	 (ICT)	 provides	 an	 opportunity	 for	 citizen	 participation	 and	 empowerment.	 In	 addition,	 it	
encourages	 greater	 transparency	 and	 improves	 service	 quality	 (Cabinet	 Office	 United	 Kingdom,	 2010).	
Globally,	 governments	 have	 adopted	 different	 forms	 of	 technology	 to	 interact	 with	 and	 deliver	 services	 to	
citizens,	 such	as	 e-services,	 e-participation,	 e-voting	 and	 community	development.	 The	 Saudi	 government	 is	
just	one	of	 the	national	governments	 that	have	begun	 to	 realise	 the	enormous	benefits	associated	with	 the	
incorporation	 of	 ICT	 since	 2005.	 More	 specifically,	 the	 Saudi	 government	 has	 established	 the	 “Yesser”	
programme	in	an	effort	to	transform	the	government	into	an	information	society	(Yesser.gov.sa,	2014).		
However,	 technology	has	not	been	 incorporated	effectively	 in	 several	public	 sectors,	many	of	which	already	
suffer	from	issues	of	inefficiency.	One	of	the	key	problems	faced	by	the	government	is	the	low	quality	of	public	
services	 (Al	 Dhoky,	 Faisal	 Al	 Zahrani	 2014;	 AlMouasi,	 2014;	 Government	 Report,	 2013),	 such	 as	 streets,	
sidewalks,	parking,	etc.,	which	 is	 a	 significant	 issue	 that	 should	be	given	more	attention	by	 researchers.	 For	
example,	 there	are	many	on-going	projects	 that	began	many	years	ago	but	 remain	unfinished	 (Government	
Report	2013).	Further	still,	many	other	projects	have	been	listed	on	the	government	agenda	since	1990	and	a	
















demonstrate	 that	 citizens	 are	 valuable	 sensors	 of	 service	 quality	 and	 sources	 of	 data	 that	 can	 be	 used	 to	






Public	 service	 has	 been	 defined	 as	 “service	 that	 is	 provided	 by	 a	 government	 to	 people	 living	 within	 its	
jurisdiction,	either	directly	through	the	public	sector,	or	by	financing	private	provision	of	services”	(Howieson	
et	 al.,	 2014).	 Public	 services	 can	 include	 Education,	 Emergency	 services,	 Environmental	 protection,	 Public	
transportation,	Public	housing,	Town	planning,	Waste	management,	Water	supply	networks	etc.	Regardless	of	
income,	public	 services	 should	be	provided	 to	all	 citizens	and	 it	 is	 a	widely	acknowledged	public	agreement	








Delegation	 of	 management	 to	 public	 or	 private	 operators	 is	 the	 second	 approach	 and	 local	 authorities	
generally	 prefer	using	 this	 approach.	 In	 this	 scenario,	 the	public	 service	mission	and	details	 of	 obligation	 to	
that	effect	will	be	imposed	on	the	operator	by	the	public	authority.	
In	 the	 case	 of	 government	 construction	 projects,	 the	 public	 authority	 delegates	 construction	 work	 to	
contractors.	To	demonstrate	how	this	process	works,	the	life	cycle	of	a	new	construction	project	is	presented	




begin	working	 on	 the	 project	 once	 the	 contracts	 have	 been	 signed.	During	 the	 construction	 process,	 public	























an	early	enough	stage	 for	 remediation	measures	 to	be	taken.	Thus,	 it	 is	clear	 that	 the	main	 issue	 lies	 in	 the	
final	two	stages	of	the	project	lifecycle	(Figure	1).	
3. The	adoption	of	web	technology	in	public	services	
The	 advent	 of	 new	 collaboration	 technologies,	 specifically	Web	 2.0,	 has	 encouraged	 governments	 to	 adopt	
technology	 over	 the	 past	 decade.	 As	 it	 facilitates	 communication	 between	 citizens	 and	 governments,	 the	
majority	of	developed	countries	have	applied	 ICT	 technologies	 throughout	many	sectors	 in	order	 to	provide	
citizens	 with	 the	 most	 effective	 and	 efficient	 services	 they	 require	 (Gupta	 et	 al.,	 2008).	 In	 addition,	 some	
independent	 organisations	 have	 begun	 to	 provide	 tools	 for	 the	 public	 services	 sector,	 such	 as	 FixMyStreet,	
SeeClickFix	 that	allow	citizens	 to	monitor	and	report	 issues	 in	relation	to	public	services	directly	 to	 the	 local	





However,	 the	 use	 of	 ICT	 should	 be	 expanded	 in	 order	 to	 further	 increase	 citizen	 engagement	 and	
transparency.	 The	 local	 government	 of	 AlMadinah	 AlMonorah,	 Saudi	 Arabia	 	 has	 established	 “Adaa”	















organisations.	 In	addition,	 the	Adaa	programme,	 in	the	near	 future,	will	 invite	participation	from	the	private	
sector	(Adaa.mda.gov.sa	2014).	
Adaa	 web	 application	 provides	 a	 series	 of	 functions	 and	 a	 graphical	 user	 interface	 that	 allows	 projects	
supervisors	 to	 record	 data	 gathered	 from	 the	 field	 and	 post	 daily	 updates	 concerning	 the	 construction	
progress	of	each	project.	 Furthermore,	 it	provides	a	visualisation	 interface	 showing	detailed	 information	 for	
each	project.	Citizens	can	also	access	the	Adaa	web	application	with	some	restriction;	for	instance,	the	public	
can	 only	 view	 the	 progress	 of	 each	 project	 and	 add	 comments.	However,	 these	 comments	 remain	 invisible	
until	 they	have	been	 reviewed	and	deemed	acceptable	 for	 publication	by	 the	web	administrator.	 Figure	 (2)	










While	 the	 implementation	 of	 the	 Adaa	 program	 may	 have	 improved	 the	 monitoring	 of	 public	 services	 in	
AlMadinah	AlMonorah,	 the	 researcher	 inspection	of	 the	website	 finds	 there	are	 still	many	 issues	associated	
with	this	system	that	must	be	addressed	as	follows:	
	








The	 resolution	 of	 these	 limitations	 could	 be	 achieved	 by	 making	 some	 improvements	 and	 incorporating	
additional	 tools.	 The	 application	 of	 FixMyStreet	 or	 SeeClickFix	 tools	 (with	 some	 modifications)	 may	 be	 an	
effective	way	of	resolving	most	of	the	above	issues.	
3.2 Summary	of	public	services	monitoring	systems	
Many	 independent	 organisations	 from	 different	 parts	 of	 the	 world	 have	 developed	 effective	 tools	 for	
reporting,	 viewing	 or	 discussing	 local	 problems	 with	 public	 services	 and	 other	 nonemergency	 issues	 in	 the	
region.	FixMyStreet	and	SeeClickFix	are	the	leading	web	applications	in	this	field	and	have	the	same	aim	of	the	
present	 research	 study	 but	 use	 a	 different	 approach.	 FixMyStreet,	 for	 example,	 has	 been	 operational	 since	
2007	in	the	UK	(Crowley	et	al.,	2012;	The	Charity	MySociety,	n.d.).	Many	local	city	councils	have	adopted	this	
tool	 and	 have	 integrated	 it	 into	 their	 non-emergency	 reporting	 channel	 alongside	 the	 traditional	
communication	 channels	 (email	 and	 phone).	 The	 main	 issues	 that	 can	 be	 reported	 using	 this	 tool	 include	





































































































Citizen	 participation	 aims	 to	 utilise	 community	 members	 for	 decision-making	 purposes	 and	 for	 influencing	
institutions	and	services	related	to	them	as	it	employs	citizens’	skills	and	observations	to	enhance	community	
conditions	and	overall	public	service	quality	(Florin	&	Wandersman,	1990).There	are	a	variety	of	ways	in	which	
an	 individual	may	 participate,	 such	 as	 by	 performing	 on	 an	 advisors	 or	 consultants	 committee,	 influencing	
municipal	 policies,	 developing	 local	 activities	 or	 instigating	 social	movements.	 In	 effect,	 citizen	 participation	
provides	a	positive	addition	to	government	on	a	national,	 local,	 interpersonal	and	personal	level.	In	addition,	
citizen	participation	has	 a	 significant	 impact	on	 improving	 local	 conditions	 in	 the	 community	 (Wandersman,	
Abraham	Heller	et	al.,	1984).	





In	order	 to	elaborate	on	 this	 issue,	 the	next	 subsections	will	 provide	an	overview	of	 some	of	 the	areas	and	
forms	of	electronic	participation	that	we	include	in	the	proposed	model.	The	categorisation	of	these	area	and	
forms	 are	 based	 on	 the	 conducted	 research	 on	 the	 topic	 of	 e-participation	 by	 the	 European	 Network	 of	











This	 is	 an	 open	 discussion	 for	 evaluating	 the	 available	 options	 and	 understanding	 the	 problems	 inherent	 in	
important	policy	issues.	Such	a	discussion	will	be	held	at	an	early	stage	of	the	decision	making	process,	usually	
prior	 to	 voting.	 This	 ensures	 a	 high	 level	 of	 transparency	 throughout	 the	 decision-making	 process,	 which	
strengthens	 the	bond	between	citizens	and	decision	makers.	 In	addition,	 this	will	 result	 in	 the	creation	of	a	
diverse	community	based	on	the	common	interests	of	citizens	and	will	reinforce	common	opinion	with	strong	
and	 well-formulated	 arguments,	 essentially	 empowering	 citizens	 to	 express	 their	 opinions	 confidently	 and	
openly	(Rose	&	Sæbø,	2010).	Many	projects	have	been	established	based	on	the	e-deliberation	concept	such	
as	 SMARTiP	 (Mechant	 et	 al.	 2012).	 As	 it	 aims	 to	 enable	 the	 implementation	 of	 open-platforms	 based	 on	
citizen-centric	 and	 internet-enabled	 services	 in	 different	 cities	 to	 stimulate	 citizen	 engagement	 to	 be	more	
content	creators,	informed	and	involved	users.	
§ Petitioning:	
This	 is	 a	 formal	 request	 signed	 by	 a	 number	 of	 citizens	 about	 issues	 related	 to	 them.	 ICT	 will	 support	
petitioners	 in	disseminating	 information	about	 the	 issues	 and	will	 encourage	more	participants	 to	 sign	 as	 it	
offers	 a	 convenient	means	 of	 discussion	 (Mosca	&	 Santucci,	 2009).	 Since	 2000,	 the	 Scottish	 Parliament	 has 
established	an	e-petitioning	web-based	system.	This	system	simulates	the	normal	business	of	the	Parliament	









Information	 Provision	 is	 a	 critical	 factor	 in	 any	 e-participation	 programme	 as	 it	 determines	 the	 success	 of	
individual	participation.	It	supports	participants	by	providing	them	with	in-depth	knowledge	of	specific	issues	
by	posting	well-structured,	up	to	date	and	accurate	data.	Thus,	a	more	valuable	contribution	could	be	made	by	
participants	 if	 they	have	access	 to	 the	 required	 information	 to	 formulate	 strong	arguments	 (Ergazakis	et	al.,	
2011).	
§ Spatial	planning:	
This	 is	 a	 process	 of	 monitoring	 and	 managing	 space	 and	 development	 on	 a	 local,	 regional,	 national	 and	
international	 level	 in	order	 to	 achieve	better	 distribution	of	 people	 and	activities	 according	 to	 the	needs	of	










The	 E-MPSP	 model	 (e-monitoring	 public	 services	 projects)	 has	 been	 devised	 based	 on	 the	 key	 citizen	
participation	 concepts	 identified	 above	 along	 with	 the	 analysis	 of	 the	 benefits	 and	 drawbacks	 of	 existing	
systems	in	the	final	two	stages	of	the	Public	service	projects	lifecycle	shown	in	Figure	1).	This	model	captures	
and	 inherits	 several	 of	 the	 features	 available	 in	 existing	 public	 services	 monitoring	 systems,	 such	 as	 Adaa,	
FixMyStreet	and	SeeClickFix	.	In	addition,	it	combines	some	of	the	existing	concepts	in	applied	areas	and	forms	
of	e-participation,	which	 include	Consultation,	Deliberation,	Petitioning,	Voting,	Spatial	planning,	 Information	
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Figure	 3)	 illustrates	 the	main	 factors	 that	 helped	 to	 build	 the	 proposed	model.	 Both	 the	 Government	 and	
citizens	play	individual	roles	in	achieving	a	high	level	of	engagement.	This	model	provides	citizens	with	proper	
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result	 in	 better	 transparency,	 spatial	 planning	 and	 community	 building.	 Figure	 5)	 presents	 a	 detailed	model	
that	shows	the	different	possible	 interactions	between	different	parties	 involved	 in	the	engagement	process	








This	 includes	 all	 parties	 involved	 in	 developing,	 monitoring	 and	 delivering	 high	 quality	 services	 to	 citizens.	
These	parties	are:		
§ Municipalities	or	Local	authorities:	Responsible	stakeholders	who	manage	and	provide	public	services.	
§ Project	 monitoring	 teams:	Municipality	 employees	 or	 third	 party	 agencies	 that	 are	 responsible	 for	
observing	 the	 on-going	 construction	 phases	 of	 public	 services	 and	 ensuring	 progress	 adheres	 to	 a	
specified	scheduled.	
§ Final	 Committee	 members:	 Municipality	 staff	 or	 third	 party	 agencies	 that	 are	 responsible	 for	
measuring	the	quality	and	standards	of	projects	as	stated	in	the	project	specifications.	
5.2 Information	provision	role		
This	will	ensure	 that	citizens	are	kept	 informed	about	all	public	services	projects.	This	will	enable	citizens	 to	
have	 the	 required	knowledge	prior	 to	 reporting	any	 issue	with	public	 services	projects	or	making	an	official	
complaint/argument.	
5.3 Citizen	engagement	role	
Citizens	 will	 have	 to	 register	 online	 by	 providing	 their	 ID	 in	 order	 to	 be	 authorised	 to	 participate	 in	 the	
monitoring	phase	or	project	closure	phase.	
During	 the	 project	 monitoring	 phase,	 citizens	 will	 be	 able	 to	 report	 on	 what	 they	 observe	 during	 project	
development,	such	as	projects	delays	or	setbacks;	they	can	also	request	a	service,	take	safety	measurements,	
or	 report	 on	 the	 disturbance	 of	 local	 residents,	 etc.	 On	 the	 other	 hand,	 during	 the	 project	 closure	 phase,	
citizens	will	be	invited	to	offer	feedback	on	the	submitted	project	in	order	to	determine	if	the	project	satisfies	








and	 facilitate	communication.	 In	addition,	 the	high	usage	of	mobile	 technology	and	 Internet	 in	Saudi	Arabia	
(Ministery	of	Communications	and	Information	Technology	n.d.)	indicates	that	ICT	may	be	a	key	determinant	




Mobile	 application	 that	 combines	 most	 of	 the	 features	 available	 in	 FixMyStreet,	 SeeClickFix	 and	 Adaa.	 In	
addition,	it	is	suggested	to	developed	web	page	that	offers	access	to	all	content	generated	in	relation	to	public	









§ A	 voting	 mechanism	 which	 operates	 on	 the	 basis	 of	 a	 ‘like’	 or	 ‘dislike’	 button	 to	 emphasise	 the	
importance	and	priority	of	the	reported	issues	or	citizens’	comments.	
§ Maps	to	help	users	locate	public	services	and	report	issues	efficiently.	
§ A	Global	Positioning	System	(GPS)	 to	easily	 locate	user's	 location	 in	order	to	navigate	public	service	
projects	 in	 the	 user’s	 vicinity.	 In	 addition,	 this	will	 help	 to	 ensure	 that	 users	who	want	 to	 vote	 on	
reported	issues	reside	in	the	same	area	in	which	the	report	is	generated.	This	can	serve	as	a	security	
feature	of	the	programme	to	ensure	that	only	users	close	enough	to	the	reported	issues	will	be	able	
to	 vote.	 This	 will	 also	 help	 to	 reduce	 the	 number	 of	 false	 votes	 registered	 by	 people	 who	 live	 in	
different	areas.	
The	 result	 will	 be	 a	 tool	 that	 improves	 the	 procurement	 and	 delivery	 of	 public	 services	 by	 incorporating	 a	
wider	set	of	concerns	that	have	been	reported	in	the	literature.		
7. Conclusion	and	future	research	recommendations	
Information	 and	 communication	 technology	 (ICT)	 has	 been	 adopted	 by	 many	 governments	 for	 delivering	
public	 services	 in	 the	 form	of	 e-government.	 E-government	 offers	 citizens	 the	 opportunity	 to	 communicate	
with	the	government	quickly	and	conveniently	through	e-participation,	which	appears	in	a	variety	of	forms	and	
areas.	 However,	 the	 lack	 of	 monitoring	 quality	 of	 public	 services	 and	 project	 construction	 has	 not	 been	
addressed.	
Therefore,	 this	 paper	 proposed	 a	model	 for	monitoring	 public	 services	 projects	 based	 on	 the	 utilisation	 of	
citizens’	 reports	 and	 feedback	 on	 the	 quality	 of	 public	 services	 projects.	 Some	 e-participation	 areas	 and	
applied	forms	were	included	in	the	model,	namely	petitioning,	deliberation	and	consultation.	In	addition,	this	
model	advocates	the	use	of	voting	as	an	indicator	of	how	strongly	citizens	agree	or	disagree	with	various	issues	
or	proposals.	 If	 this	 applied	and	utilised	effectively,	 the	outcomes	of	 the	model	may	enhance	 transparency,	
spatial	planning	and	community	building,	which	may	 in	turn	enhance	overall	public	services	quality	and	help	
address	 the	 current	 problem	 that	 faces	 the	 Saudi	 Arabian	 public	 sector.	 The	 future	 work	 will	 focus	 on	
validating	the	model	throughout	acquiring	experts	reviews	and	surveying	citizens	in	order	to	investigate	if	any	
further	components	should	be	included	for	the	benefit	of	local	municipalities	or	stakeholders	and	government	
agencies.		
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